Method for Mortgage Customer Retention 

Technical Field 

This invention relates generally to a method and system by which mortgage customers 
are linked to their existing mortgage servicer via an improved Internet process for achieving a 
mortgage modification, by their existing mortgage servicing institution rather than by a 
mortgage refinancing with loss of the customer to another servicing institution. 
Background of the Invention 

A mortgage customer is often under the misconception that contacting the entity which 
originated his or her present mortgage is the best entity to talk to regarding refinancing or 
continuing with the existing mortgage. Consumers interested in refinancing their existing 
mortgage often return to their mortgage broker or lender that the customer worked with to get 
his existing mortgage, instead of the mortgage servicer who has a vested interest in retaining 
the mortgage customer. The entity who originated the mortgage is only compensated if the 
mortgage customer refinances and has little or no knowledge of customer retention programs 
available from the customer's existing mortgage servicer. While several Internet sites on the 
World Wide Web offer online loans and mortgages they do not offer a connection for the 
mortgage customer with the customer's existing mortgage servicer. This invention uniquely 
connects the mortgage customer with its existing mortgage servicer via the Internet. 

Many mortgage customers who are interested in refinancing visit local banks or 
mortgage broker companies looking for a better interest rate than their existing mortgage. 
This process can take days or weeks for the customer. This invention provides an expedited 
process by which the mortgage customer is linked to his existing mortgage sen/icer. The 
invention connects the mortgage customer to the specific department within the mortgage 
servicer's operation dedicated to retaining mortgage customers. This is accomplished via an 
extensive database that provides an expedited process by which the mortgage customer 
provides necessary information to the database, and the database processes the information 
and identifies the customer's mortgage servicer. The mortgage customer and mortgage 
servicer's dedicated customer retention department personnel are then made aware of each 
other via an Internet link and/or e-mail link. The servicer is given the opportunity to retain the 
customer by offering the customer valuable cost saving opportunities for the customer's 
present mortgage, a home equity loan, refinance options, mortgage modification and/or 
provide them with other products that the servicer offers. This allows the servicer to retain 
valuable customers, avoiding the expense of replacing their loan portfolios whenever there is 



1 a reduction in interest rates, at which time customers often seek lower rates from a third-party 

2 mortgage provider. 

3 From a consumer's point of view, mortgage modification saves hundreds to thousands 

4 of dollars in refinancing fees which can be avoided since the basic transaction is preserved, 

5 albeit in modified form. The consumer is optionally provided with mortgage payment history 

6 and loan balance as well as being educated to mortgage modification programs offered by 

7 their present servicer Links to other financial products, such as credit reports, bi-monthly 

8 payment programs, home equity loans and other related services are also available. 

9 From a mortgage servicing institution perspective, mortgage modification saves the 

10 company the expense of replacing an existing good customer with a costly new customer. 

11 Through modification, the customer is offered the opportunity to save hundreds to thousands 

12 of dollars in refinancing fees and offers the ability to showcase additional products and cross- 

13 sale opportunities. This invention provides an opportunity for the mortgage servicer to be 
fft discovered by an existing customer in a way that is otherwise unavailable today. 

I© Summary of the Invention 

Ill In accordance with the present invention, there is provided a system and method by 

1^ which a mortgage customer who is interested in refinancing their existing mortgage, obtaining 

S a home equity loan, mortgage modification and/or other products offered by mortgage 

m financing companies is identified and referred back to their existing mortgage servicer. 
Mil it is an object of this invention to provide a customer retention solution which links 

m mortgage customers who are contemplating refinancing their mortgage with another lender 

g back to their existing mortgage servicer, thus providing the servicer the opportunity to offer 

23 their customer valuable information about the customer's existing mortgage, a home equity 

24 loan, refinancing options, bi-weekly mortgage payments, mortgage modification and/or other 

25 products that the servicer offers. 



26 It is another object of this invention to minimize or eliminate many of the refinancing 

27 fees typically associated with mortgage refinancing. 

28 These and other objects of this invention will be evident when viewed in light of the 

29 drawings, detailed descriptions and appended claims. 

30 Brief Description of tlie Drawings 

31 The invention may take physical form in certain parts and arrangements of parts, a 

32 preferred embodiment of which will be described in detail in the specification and illustrated in 

33 the accompanying drawings which form a part hereof, and wherein: 

2 



1 FIG. 1 is a block diagram flowchart showing the process by which mortgagee retention 

2 is effected through use of the website, identified in FIGS. 2-7; 

3 FIG. 2 is a block diagram flowchart depicting the overall methodology and structure of 

4 the input, database and response mechanisms; 

5 FIG. 3 is a block diagram exemplifying the input of data into the system and the 

6 respective responding and/or coordinating databases; 

7 FIG. 4 is a schematic flowchart depicting the data entry and processing methodology 

8 and structure of that part of the invention which determines if the customer qualifies for a 

9 mortgage modification from their existing mortgage servicer and the routing and processing 

10 steps to be enabled, based on eligibility; 

11 FIG. 5 is a schematic flowchart depicting the data entry and processing methodology 

12 and structure of that part of the invention which determines if the consumer is suitable for a 

13 home equity loan from their existing mortgage servicer and the routing and processing steps 
fi| to be enabled, based on suitability; 

If FIG. 6 is a schematic flowchart depicting the data entry and processing methodology 



1^ and stmcture of that part of the invention which determines if the customer is suitable for any 

H other products and/or services offered by their existing mortgage servicer and the routing and 

jf processing steps to be enabled, based on suitability; and 

^ FIG. 7 is a schematic flowchart depicting the data entry and processing methodology 
pi and structure of that part of the invention which determines if the consumer is suitable for bi- 
ll weekly mortgage service offered by their existing mortgage sen/icer and the routing and 
g processing steps to be enabled, based on suitability. 

23 Detailed Description of ttie Invention 

24 Referring now to the drawings, wherein the showings are for purposes of illustrating the 

25 preferred embodiment of the invention only and not for purposes of limiting the same, the 

26 Figures show the sequence of possible steps taken by a user who is seeking better financial 

27 terms to an existing mortgage and how through utilization of the website, the existing 

28 mortgage servicer of that mortgage is positioned to retain that customer, rather than losing 

29 that same customer. 

30 As best illustrated in FIG. 1 , a consumer 1 0 who is in the market to refinance his 

31 mortgage, typically due to the fact that interest rates have dropped, has several options. The 

32 vast majority of homeowners return to their original lending institutions 12 and inquire about 

33 refinancing their mortgage 14. The lending institution makes financial decisions regarding this 
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transaction based in large part on the credit report and other financial criteria of the customer. 
If the homeowner meets the criteria, then the lending institution will issue a new mortgage 16 
with better financial terms from the perspective of the consumer. This loan is then typically 
sold to a mortgage servicing institution 18. If the homeowner does not qualify for a 
refinancing, he is typically referred to other financial services that the institution is offering 20. 
The critical point is that the current mortgage servicing entity has just lost a customer. 
Additionally, it is unlikely that the refinancing institution will sell the new loan to the same 
mortgage servicing Institution, in that the refinancing consumer might very well question the 
value of the broker institution middleman. 

Alternatively, the customer 10 could simply contact his existing mortgage servicing 
institution 22 directly. Once again, the mortgage servicing entity could refer the consumer to a 
mortgage lender for refinancing 14, or if authorized, could refinance the loan itself. However, 
from a consumer perspective, there is a value in being able to simply modify the existing 
terms of the loan, thereby saving on loan origination fees, surveys, title searches, etc. While 
mortgage modification has existed for quite some number of years, it is rarely used, primarily 
due to the fact that the average homeowner does not know the identity of his mortgage 
servicing institution or of the ability to modify the terms of the lending contract. Therefore, 
while the direct link between the customer 10 and his mortgage servicing institution 22 has 
always existed, the knowledge of the identity of this institution and its location have typically 
remained elusive. If however, the consumer was aware of this identity and was able to make 
contact with the institution, it has always been possible to modify the terms of the mortgage 24 
through mortgage modification 26 provided that certain financial criteria are still met by the 
homeowner. Even if those criteria are no longer met by the customer, this contact with the 
institution offered the possibility of offering additional services to the customer 28. 

In order to bridge the large gap between the identity of the mortgage servicing 
institution and the knowledge of the consumer, an Internet-based system was developed 
which facilitates eliminating this gap. With the prevalency of Internet sen/ice providers, it is 
easy for consumers to access a web site such as www.AboutYourMortgage.com 30 and 
begin the process of mortgage modification. The homeowner provides various personal 
indicia on a series of web pages 48, e.g., social security number, name, home address, etc., 
all of which is resident in an intemal database 46. The website queries the consumer if he is 
aware of the identity of the mortgage servicing institution 34. If the answer is in the 
affirmative, the user's answer is compared to an intemal listing of mortgage servicing 



1 institutions and if a match is found, the customer is requested for his authorization to contact 

2 his existing mortgage servicing institution 22, and to alert them to the possibility that an 

3 existing customer Is about to be lost if he chooses the refinancing route. 

4 If the homeowner does not know the identity of the mortgage servicing institution, then 

5 he is queried with a series of identification aids 36. One of these aids might be his mortgage 

6 coupon payment booklet 38, which at least identifies the coupon payment servicing entity 42, 

7 which may or may not be the mortgage servicing institution. However, knowledge of the 

8 coupon servicing entity Is often sufficient to determine the precise identity, particularly with 

9 reference to the internal database which links coupon servicers with mortgage servicers. 

10 Alternatively, the consumer is offered the option of seeking a personal credit report 40, which 

11 would contain the name of the present mortgage servicer 44. Once again, even if this is not 

12 the precise name of the current mortgage servicer, the internal database will determine the 

13 correct identity of the mortgage servicing institution 22, with the ability to alert that institution of 
m the need to Initiate a customer retention activity after permission Is secured from the 

g5 customer. 

Iff In a fully automated system, the consumer would provide limited authority to the web 

m site operator to obtain a credit report on behalf of the consumer and through electronically 

0 parsing the electronic report, i.e., electronically scanning the series of transmitted characters 
which comprise the credit report document, and looking for a series of sequential character 

tfS matches, e.g., "Real Estate Loans" the web site operator is able to identify a limited number of 

gl possible mortgage servicing institutions and display the same on the computer screen for 

M selection by the consumer. Once electronic permission is secured fram the consumer, all or a 

23 subset of the identified mortgage servicing institutions are contacted to alert them to the need 

24 for a customer retention action to be initiated. One of the keys of the system is the ability of 

25 the system / software to match up consumer's current mortgage servicer with the information 

26 which has been provided by the consumer into the consumer database. The linking, typically 

27 electronically, of the consumer information in the consumer database with the mortgage 

28 service provider resident in the mortgage servicer database, is critical to enable the mortgage 

29 servicer to have the opportunity to at least initiate a customer retention program, an 

30 opportunity which is almost never possible today. 

31 Therefore, what has been described is a process which includes the ability to match 

32 the present mortgage servicing institution with a mortgagee. The process includes a data 

33 processing system for entering the appropriate requested personal information concerning the 
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consumer requesting mortgage amendment services or products and a processing unit to 
transfer certain detailed entries to all other consumer information databases within the system. 
The data entry system allows the user to access other parts of the system without repeating 
data entry of prior requested information. The data entry means also provides the user with 
interactivity to determine eligibility or suitability to the products and/or services presented. 

With the foregoing overview in mind, the detailed operation of the system can best be 
understood by referencing FIGS. 2-7. 

Refemng to FIG. 2, the consumer enters the Home Page 201 and is educated 
regarding the advantages of staying with their existing lender and then presented with a list of 
choices to direct the user to the appropriate area of interest. Simply wanting to know about 
the company, the user Is directed to block 202, the About Us/Frequently Asked Questions 
area. This area is a static, non-interactive area and is not database responsive. If the user 
chooses block 402, Mortgage Modification, he is immediately internally linked to a section 
outlined In the block diagram of FIG. 4. 

In this figure, the user leams specific information about mortgage modification and also 
its availability from his current mortgage servicer 402. At block 403, the consumer/user will 
enter information or answer a series of questions to help the user determine if this product or 
service is the one best suited for his needs. This input is then analyzed, and a response is 
provided to the user as to his eligibility for this product or service. At block 404, if eligible, 
user will be prompted to enter the necessary personal data at block 405 in order to continue 
processing. If this is the user's first entry into a database area of the website, the user will be 
required to enter all the data requested including, but not limited to, name, address, social 
security number, mortgage servicer, loan amount, inception date of the loan, term of the loan, 
and an e-mail address. The mortgage servicer is now electronically identified through a 
comparison match of the mortgage servicers identified in the database with the entry made by 
the consumer. At block 406, this information is then routed through the system and 
automatically placed in storage in each of the databases 405, 505, 705, 805, and 605 shown 
in FIG. 3. If user is entering this FIG. 3 area from another area of the website in which the 
user has entered the required data, then the required data Is instantly available and only 
required new data will be added and transferred to the main data base. 

Proceeding to block 407, authorization is given by the user to contact the existing 
mortgage servicer via internal links. At block 408, the system sends the pertinent data to the 
mortgage servicer and servicer is notified of consumer's request, thereby confirming that the 



user was routed by the website to the mortgage servicing institution. At Block 409, the system 
will route the user to an imbedded static or active website page that provides basic information 
about that servicer. After the static or active page has been visited, the consumer is retumed 
to the main website, block 410, and then asked to input feedback, block 41 1 , that will enter the 
main database to be transferred to an auto responder to send the user a confimriation e-mail. 
If the data inputted at block 403 is processed, analyzed and results in a determination that the 
user is not eligible, block 412, then the system directs the user to another part of the website, 
block 413. 

At block 502 FIG. 5, the user leans specific information about a Home Equity Loan and 
also its availability from his current mortgage servicer. At block 503, the consumer/user will 
enter information or answer a series of questions to help the user determine if this product or 
service is the one best suited for his needs. This input is then analyzed and a response is 
provided to the user as to his suitability for this product or service. At block 504, if suitable, 
user will be prompted to enter the necessary personal data at block 505 in order to continue 
processing. If this is the user's first entry Into a database area of the website, the user will be 
required to enter all the data requested including, but not limited to, name, address, social 
security number, mortgage servicer, loan amount, inception date of the loan, term of the loan, 
and an e-mail address. The mortgage servicer is now electronically identified through the 
database. At block 506, this information is then routed through the system and automatically 
placed in storage in each of the databases 405, 505, 705, 805, and 605 shown in FIG. 3. If 
user is entering this FIG. 5 area from another area of the website in which the user has 
entered the required data, then the required data is instantly available and only required new 
data will be added and transferred to the main data base. 

Proceeding to block 507, authorization is given for the user to contact the existing 
mortgage servicer via internal links. At block 508, the system sends the pertinent data to the 
mortgage servicer and servicer is notified of consumer's request, thereby confirming that the 
user was routed by the web site to servicer. At block 509, the system will route the user to an 
imbedded static or active website page that provides basic information about that servicer. 
After the static or active page has been visited, the consumer is returned to the main website, 
block 510, and then asked to input feedback, block 51 1 , that will enter the main database to 
be transferred to an auto responder to send the user a confirmation e-mail. If the data 
inputted at block 503 is processed, analyzed and results in a determination that the product is 



not suitable for the user, block 512, then the system directs the user to another part of the 
website, block 513. 

At block 602 FIG. 6, the user learns specific information about Other Products & 
Services and also their availability from his current mortgage servicer. At block 603, the 
consumer/user will enter information or answer a series of questions to help the user 
determine if this product or service is the one best suited for his needs. This input is then 
analyzed and a response is provided to the user as to his suitability for this product or service. 
At block 604, if suitable, user will be prompted to enter the necessary personal data at block 
605 in order to continue processing. If this is the user's first entry into a database area of the 
website, the user will be required to enter all the data requested including, but not limited to, 
name, address, social security number, mortgage servicer, loan amount, inception date of the 
loan, term of the loan, and an e-mail address. The mortgage servicer is now electronically 
identified through the database. At block 606, this information is then routed through the 
system and automatically placed in storage in each of the databases 405, 505, 705, 805, and 
605 shown in FIG. 3. If user is entering this FIG 6 area from another area of the website in 
which the user has entered the required data, then the required data is instantly available and 
only required new data will be added and transfen-ed to the main database. Proceeding to 
block 607, authorization is given for the user to contact the existing mortgage servicer via 
internal links. At block 608, the system sends the pertinent data to the mortgage servicer and 
servicer is notified of consumer's request, thereby confirming that the user was routed by the 
web site to the servicer. At block 609, the system will route the user to an imbedded static or 
active website page that provides basic information about that servicer. After the static or 
active page has been visited, the consumer is returned to the main website, block 610, and 
then asked to input feedback, block 61 1 , that will enter the main database to be transferred to 
an auto responder to send the user a confirmation e-mail. If the data inputted at block 603 is 
processed, analyzed and results in a determination that the product is not suitable for the 
user, block 612, then the system directs the user to another part of the website, block 613. 

At block 702 of FIG. 7, the user learns specific information about Bi-Weekly Mortgage 
Payment Plans and their availability from his current mortgage servicer. At block 703, the 
consumer/user will enter information or answer a series of questions to help the user 
determine if this product or service is the one best suited for his needs. This input is then 
analyzed and a response is provided to the user as to his suitability for this product or service. 
At block 704, if suitable, user will be prompted to enter the necessary personal data at block 
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705 in order to continue processing. If this is the user's first entry into a database area of the 
website, the user will be required to enter all the data requested including, but not limited to, 
name, address, social security number, mortgage servicer, loan amount, inception date of the 
loan, term of the loan, and an e-mail address. The mortgage servicer is now electronically 
identified through the database. At block 706, this information is then routed through the 
system and automatically placed in storage in each of the databases 405, 505, 705, 805, and 
605 shown in FIG. 3. If user is entering this FIG. 7 area from another area of the website in 
which the user has entered the required data, then the required data is instantly available and 
only required new data will be added and transferred to the main database. Proceeding to 
block 707, authorization is given for the user to contact the existing mortgage servicer via 
internal links. At block 708, the system sends the pertinent data to the mortgage servicer and 
servicer is notified of consumer's request, thereby confirming that the user was routed by the 
web site to the servicer. At block 709, the system will route the user to an Imbedded static or 
active website page that provides basic infomnation about that servicer. After the static or 
active page has been visited, the consumer is returned to the main website, block 710, and 
then asked to input feedback, block 71 1 , that will enter the main database to be transferred to 
an auto responder to send the user a confirmation e-mail. If the data inputted at block 703 is 
processed, analyzed and results in a determination that the product is not suitable for the 
user, block 712, then the system directs the user to another part of the website, block 713. 

At this point, the user will have the option of departing the website or, as shown in FIG. 
2, find out more general information by entering via internal link to the section of the website 
dedicated to frequently asked questions and the corresponding answers, block 202. The 
other option, FIG. 2 block 805, enables the user to begin the process of ordering a personal 
credit report by entering into the database the required infonnation including, but not limited 
to, name, address, social security number, mortgage servicer, loan amount, inception date of 
the loan, term of the loan, and an e-mail address. At block 805, this information Is then routed 
through the system and automatically placed in storage in each of the databases 405, 505, 
705, 805, and 605 shown in FIG. 3. If user is entering this area from another area of the 
website in which the user has entered the required data, then the required data is instantly 
available and will not be re-entered. Proceeding to block 806, personal charge card 
information is entered via a secure server and authorization is given for the credit card 
transaction to be processed and a credit report to be ordered. At block 807, the personal data 
entered into the system's database is then securely transmitted to the credit bureau with 



authorization to release a credit report to the user. At block 808, the web site has the credit 
report directly transmitted to the customer from the originating credit bureau without any direct 
involvement. At block 809, the user is retumed via internal links to the Website Home Page or 
another area of the website determined by the user to be of interest. 
Discussion 

Therefore, what has been described in a best mode embodiment, can be more 
generally described as a process for mortgage customer retention by a mortgage servicing 
Institution which includes at least the following steps: 

(a) capturing pertinent user indicia information input by the mortgagee; 

(b) identification of the mortgagee's mortgage servicing institution either through 
information input by the mortgagee or by using said input information to determine 
the mortgagee's mortgage servicing Institution by comparison with a database of 
mortgaging servicing institutions; 

(c) linking the mortgagee with the mortgagee's mortgage servicing institution by a 
comparison of the data input by the mortgagee based on various source, e.g., 
credit report:, coupon payment booklet, direct knowledge, etc.; and 

(d) notification of the mortgage servicing institution, typically after securing permission 
of said mortgagee prior to notification of the mortgaging institution. 

In an electronic environment, the mortgagee's credit report is electronically parsed, i.e., 
searching for character strings such as "Real Estate Loans" and capturing the adjacent 
number of ASCII text characters to the right of the search string. In one aspect of the 
invention, at least one of these identified mortgagee servicing institutions is displayed on the 
user's computer screen after the electronic parsing for selection by the consumer. In still one 
further embodiment of the Invention, at least one of the mortgagee's mortgage servicing 
institution customer retention programs is initiated to enable the servicing entity to at least 
make contact with the potential lost consumer. Additionally, the consumer is often typically 
provided additional contact with the servicing entity through exposure to home equity loan 
options, refinance options, bi-weekly mortgage program options, and mortgage modification 
options. 

In summary, the customer retention process works in that consumer's who are tempted 
to refinance their mortgages due to a reduction in mortgage rates are linked back to the 
present servicing institution. The identification of this entity is typically difficult in that many 
consumers do not know of the identity of this organization. The web site described previously 
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facilitates this identification process by walking the mortgagee through a series of memory 
aids, e.g., customer coupon payment booklet, written communications from subsequent 
purchasers of the mortgage, consumer credit report, etc. When the credit report is the 
memory aid, the consumer typically authorizes the transaction to a credit reporting bureau and 
in one instance, receives an electronic report in the user's e-mail account for retrieval and 
viewing, or in a specialized embodiment, this report is electronically parsed to display various 
potential servicing institutions which are displayed on the web site. Through a comparison of 
the user entered indicia and the servicing entity identification, a link is made between two 
parties who potentially have never interfaced previously, and yet are in an existing customer / 
servicer relationship. Through authorization from the user, the web site completes the link 
between the potentially lost customer and existing servicing institution to enable that 
organization to use its customer retention capabilities so that a good customer is not lost when 
mortgage rates are reduced, and the customer achieves the goal of mortgage rate reduction 
through a mortgage modification rather than a mortgage refinancing. 

This invention has been described in detail with reference to specific embodiments 
thereof, including the respective best modes for carrying out each embodiment. It shall be 
understood that these illustrations are by way of example and not by way of limitation. 



